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My name is Alexander Lemos, I was placed at the hotel Courtyard by Marriott (Courtyard by Marriott, n.d) near Luton airport to learn how to deal with customers in food and beverage operations. It has been a nice experience to be at this hotel to learn and hone my previous food and beverage skills I learnt in Spain. I will write my journal based on Graham Gibbs (The University of Edinburgh, n.d) reflective writing.
 My experience has been good because I had previous experience in food and beverage before, during my first day a young lady showed me how the tables were numbered from 1 to 40. I had to learn this in minutes, since we were about to wait on tables a few minutes after, thank god they had a map of how the tables were displayed and numbered.
I felt awkward because there was really no training, I guess this hotel thought I had been doing this job all my life. I thought that I was going to have at least one day training but to my surprise there was no training at all. I was thinking that I have to learn as quickly as possible otherwise this was going to be a long and hectic ten week placement.
The fact that I had very good workmates around me made my ten period placement a lot easier than I thought. I contributed to the best of my abilities to get the job done in a fast and precise way. I helped all the staff around me to finish the job on time and contributed to the group’s work standard which was to make the client feel comfortable and appreciated. The execution of this training went well because as I mentioned before I had previous experience. This training needs improvement and people with patience, if not, people will just give up and the program will be a complete failure. I always knew that food and beverage was a very hard and demanding job due to people wanting everything perfect and fast. I never once lost my smile and the drive to excel for customer excellence. I think that I did a great job even though I did not get proper training. You have to learn on the go and pick up everything fast because is a very fast paced job.
I think that I had a good experience in food and beverage at the Marriot hotel while I was in placement, seeing people smile and being happy during their meals or while having drinks was a very comfortable situation for me. Teamwork was the key for things to go as well as they did. Teamwork is defined as an effort that a group makes to get the job done (Hass, M., Mortensen, M., 2016). Everyone knew what to do and performed it quite well. One of the things that did not go well was the food delays, this had some people on their nerves, many time times I had to go to their table and apologise and empathise for the delay and why their food was taking so long to be prepared. 
[bookmark: _GoBack]I think that things went well over all because we had a plan before each shift, tables were numbered from one to forty. Everyone knew their section and no one interfere with other colleagues. If anyone wanted any support either the manager or the colleague him/herself would ask for help to get the job done. The fact that food ran out quickly, made my experience a bit harder. People have an idea if what they want to eat and if they don’t get what they want, they either get angry or frustrated. The method that was mentioned to me to deal with these situations was the LEARN system (Davidow, W., 2011). The L stands for listen, I would listen to every single word without interrupting. The E for empathise, I tried to be in their shoes about the situation, the  A for Apologise, I apologised even though I was not the person to be blamed, the R for react, I suggested other dishes to the client, and finally N for now, I would take immediate action to solve the problem.  I think this method is a great framework to solve problems in any given situation at the hotel. 
What I learned from these situations is that I should never lose my composure, clients appreciate the fact that empathise with them. They are willing to be on your side if you listen to them and let them speak. This is a great way to defuse a minor or major issue. I also, learned that teamwork and talking management is a great way to solve any difficult situation.
If I work again at any hotel, I will definitely use the LEARN system. This system has proven time and time again to be very effective in solving issues.
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